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Instructions to the Candidates 


This assessment is to be completed according to the instructions given below in this document. 
Should you not answer the tasks correctly, you will be given feedback on the results and gaps in 
knowledge. You will be entitled to one (1) resubmit in showing your competence with this unit. 
If you are not sure about any aspect of this assessment, please ask for clarification from your 
assessor. 

Please refer to the College re-submission and re-sit policy for more information. 

If you have questions and other concerns that may affect your performance in the Assessment, 
please inform the assessor immediately. 

Please read the Tasks carefully then complete all Tasks. 

To be deemed competent for this unit you must achieve a satisfactory result with tasks of this 
Assessment along with a satisfactory result for another Assessment. 

This is an Open book assessment which you will do in your own time but complete in the time 
designated by your assessor. Remember, that it must be your own work and if you use other 
sources then you must reference these appropriately 

Submitted document must follow the given criteria. Font must be Times New Roman, Font size 
need to be 12, line spacing has to be Single line and Footer of submitted document must include 
Student ID, Student Name and Page Number. Document must be printed double sided. 

This is Individual Assessments. Once you have completed the assessment, please provide the 
Hard copy of the Assessments to your Trainer/ Assessor. 

Plagiarism is copying someone else's work and submitting it as your own. Any Plagiarism will 
result in a mark of Not Satisfactory. SCCM uses Safe Assign Plagiarism Checker to check the 
originality of the student assessment. Student must be aware of and understand the SCCM's 
policy on plagiarism and certify that this assignment is their own work, except where indicated by 
referencing, and that student have followed the good academic practices noted above. 


Introduction 


The assessment tasks for BSBCMM511 Communicate with influence are outlined in the 
assessment plan below. These tasks have been designed to help you demonstrate the 
skills and knowledge that you have learnt during your course. 


Please ensure that you read the instructions provided with these tasks carefully. You 
should also follow the advice provided in the Business Works Student User Guide. The 
Student User Guide provides important information for you relating to completing 
assessment successfully. 


Assessment for this unit 


BSBCMM511 Communicate with influence describes the skills and knowledge required 
to present and negotiate persuasively, lead and participate in meetings and make 
presentations to customers, clients and other key stakeholders. 


For you to be assessed as competent, you must successfully complete two assessment 
tasks: 


e Assessment Task 1: Knowledge questions - You must answer all questions 
correctly. 


e Assessment Task 2: Project - You must work through a range of activities and 
complete a project portfolio. 
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Assessment Task 1: Knowledge Questions 


Information for students 


Knowledge questions are designed to help you demonstrate the knowledge which you 
have acquired during the learning phase of this unit. Ensure that you: 


e review the advice to students regarding answering knowledge questions in the 
Business Works Student User Guide 


e comply with the due date for assessment which your assessor will provide 
e adhere with your RTO’s submission guidelines 

e answer all questions completely and correctly 

e submit work which is original and, where necessary, properly referenced 
e submit a completed cover sheet with your work 


e avoid sharing your answers with other students. 


|] Assessment information 

Information about how you should complete this assessment can be found 
in Appendix A of the Business Works Student User Guide. Refer to the 
appendix for information on: 


e where this task should be completed 
e the maximum time allowed for completing this assessment task 
e whether or not this task is open-book. 


Note: You must complete and submit an assessment cover sheet with your 
work. A template is provided in Appendix C of the Student User Guide. 
However, if your RTO has provided you with an assessment cover sheet, 
please ensure that you use that. 
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Questions 


Provide answers to all the questions below: 


1. Explain how tone, structure and style of your communication may impact on others. In your 
answer: 


e Define tone, style and structure as they relate to communication. 
e Explain how the tone, style and structure impacts others. 


e Use an example to illustrate your answer. 


e When combined with tone, style imbues your writing with a distinct personality. It is crucial 


that the style you opt for aligns with the intended purpose of your message, just like the 
audience and format. 


e If you develop an appropriate business writing style, it will reflect positively on you and 
increase your chances of success in any career. Errors in spelling or grammar, such as using 
the wrong words or placing them incorrectly in a sentence, can lead to confusion and 
negatively impact the message's reception. 


e Although we may understand the meaning of the message and some of the abbreviations 
used, an informal style is generally not suitable for business communication. However, in 
some limited business contexts, colloquial writing may be acceptable, and even preferred. 


Outcome O Satisfactory O Not Satisfactory 


Comment 


2. Explain why it is important to maintain confidentiality of information at work, including at least 
three examples of information that must be kept confidential. 


When dealing with sensitive information, companies have an obligation to comply with data 
protection laws. This is particularly crucial when conducting criminal record checks, and strict 
confidentiality protocols should be observed. Failing to safeguard confidential information can result 


in the loss of clients or business, as well as creating the risk of the information being exploited for 
illegal activities like fraud. 


Social security number, date of birth, identification number, and mailing address are three types of 
information that must be kept confidential. 


Outcome O Satisfactory O Not Satisfactory 
Comment 
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3. Discuss three ways by which a business can ensure that confidentiality is maintained at work. 


e To ensure that company information remains confidential, it is advisable to have new 
employees sign an Employment Contract that includes a confidentiality clause. This obliges 
them to legally commit to keeping sensitive information private, as well as not participating in 
similar business, soliciting other employees, or disclosing any confidential data during or after 
their employment. 


e Every company should make confidentiality training a vital component of their on-boarding 
process. These programs can be integrated as part of the employee handbook, delivered 
through lectures or online training. 


e Inthe event that confidential information is disclosed, it is essential to have a response or 
contingency plan in place. This plan should consider specific situations, such as published 
trade secrets or an employee revealing confidential information to competitors. The more 
scenarios that are taken into account, the better prepared a company will be to handle 
potential confidentiality violations. 


Outcome O Satisfactory O Not Satisfactory 
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4. Explain the key principles of negotiation that should be used in the workplace to ensure that 
agreements are reached. 


+ The Principle of Reciprocity suggests that people tend to respond to others in kind, 
whether it's exchanging money, goods, or services, or something else entirely. 


e The Principle of Scarcity highlights that people desire things that are unavailable or in 
limited supply. This is why advertisements that offer "limited time only" or "limited quantities 
available" are so effective. In a workplace negotiation, emphasizing the unique or unattainable 
aspects of your proposal can be useful. 


«+ The Principle of Consistency explains that people are more likely to follow through on 
commitments that align with their prior behaviours, opinions, actions, or statements. By 
recognizing a prior commitment and linking it to your current request during a negotiation, 
you can activate the Principle of Consistency. 


Outcome O Satisfactory mM Not Satisfactory 
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5. Explain the mediation process and at least three key principles that should be taken into 
account when mediating at work. 


Mediation is a flexible and informal method for resolving disputes, where a mediator's role is to guide 
parties towards their own resolution. The mediator facilitates joint sessions and separate caucuses 
with each party, helping them define the issues, understand each other's position, and move closer to 
resolution. 
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e Impartiality of the mediator: The mediator remains impartial and does not take sides. They 
provide information about legal principles and guidance on what things parties should consider 
but do not offer advice. 


e Voluntary nature of mediation: Both parties must agree to mediate, and either party can 
end the process at any time. Although courts may require families to attempt mediation 
before litigation, it is not always suitable and cannot be mandated. 


e Confidentiality of mediation: Information shared with the mediator is kept confidential, 
with only limited exceptions that apply to lawyers, therapists, and counsellors. Proposals made 
during mediation cannot be used in court proceedings, and if mediation is unsuccessful, the 
court will not be informed of the reasons why. 
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6. Discuss three effective conflict resolution techniques. 


e First Listen, Then Communicate: It's important to listen attentively to all parties involved in 
a conflict to gain a complete understanding of the situation before proposing solutions. 


e Don't Delay Conflict Resolution: It's crucial to address conflicts promptly to prevent the 
situation from escalating and negatively impacting employee performance. However, it's also 
essential to take the time to carefully consider the situation before making a decision. 


e Remain Neutral: As a leader, it's essential to remain impartial and avoid showing favouritism 
towards any individual involved in the conflict. Take the time to gather information from all 
sides and work towards finding a fair and equitable solution. 


Outcome O Satisfactory OG Not Satisfactory 
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7. Discuss key steps to be followed to identify and resolve workplace problems. 


e Determine the Problems: Keep in mind that various individuals may have different opinions 
regarding the problems at hand. 


e Understand Everyone's Desires: Desires are the requirements that you want satisfied by 
any solution offered. Often, we disregard our true desires as we become attached to one 
particular solution. 


e Compile a List of Possible Solutions: This is the moment to generate some new ideas. 
There may be many opportunities for innovation. 


e Analyze the Alternatives: Differentiate the assessment of alternatives from the selection of 
alternatives. 


e Agree on Contingencies, Supervision, and Assessment: Establish opportunities to 
evaluate the agreements and how they are being implemented. 
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8. Outline three effective communication techniques for de-escalation of a difficult situation. 


e Foster authentic empathy: Develop genuine compassion by understanding and 
appreciating the other person's perspective, even if you don't agree with it. Acknowledge that 
they have a valid point of view. 


e Listen attentively for comprehension: Make a conscious effort to listen carefully and fully 
comprehend the other person's message. Take a moment to reflect before responding or 
asking follow-up questions. Strive to gain new information that can lead to a resolution. 


e Communicate respectfully: Avoid using corporate jargon that can be perceived as 
dismissive or patronizing. Select your words carefully and deliver them calmly. Respond ina 
manner that is constructive and positive, rather than negative or destructive. 


Outcome O Satisfactory O Not Satisfactory 
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9. Outline effective strategies for cross-cultural communication. 


e Show respect for cultural differences: Different cultures have different communication 
etiquette, so it's important to do some research or cross-cultural training beforehand. For 
example, some cultures may prefer a formal approach to communication. 


e Avoid using slang: Non-native English speakers may not understand English slang, idioms, 
or sayings, which could lead to confusion or offense. It's best to use clear, straightforward 
language. 


e Keep it simple: Using simpler language can make cross-cultural communication easier for 
both parties. Using shorter words with fewer syllables can be more effective than using 
complex language. 


Outcome O Satisfactory o Not Satisfactory 


Comment 


10. Outline at least five important considerations in ensuring that a meeting is structured. 


e Determine the Purpose of the Meeting: Before attending or organizing a meeting, it is 
important to consider its purpose. Some people attend meetings without fully understanding 
why they are there. 


e Create an Agenda: The meeting should have a facilitator, whose role is strictly focused on 
the process of the meeting rather than its content. The facilitator should create an agenda for 
the meeting. 
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e Confirm Meeting Content: Once the purpose and agenda of the meeting are clear, it should 
be easy to confirm the content. However, research by Harvard indicates that this is not always 
the case, as they found during a survey of top companies worldwide. 


e Ensure Effective Communication: Our choice of words, tone of voice, and non-verbal cues 
all have an impact on the atmosphere and outcome of a meeting. Non-verbal communication 
can be especially important, as it often conveys more meaning than verbal communication. 


e Follow Up: It is important to agree on next steps and who will be responsible for taking them. 


Outcome O Satisfactory c Not Satisfactory 
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11. Explain at least five considerations to ensure that a meeting is inclusive. 


e Share your agenda items in advance: Before the meeting, distribute important agenda 
items via email or your preferred scheduling software. Meetings are more effective when they 
are organized and stay on track. 


* Assign a meeting facilitator: Use a meeting facilitator to ensure that each team member 
has an opportunity to speak. This person will guide the discussion and ensure that the meeting 
follows the agenda. 


e Don't neglect remote employees: If your remote workers are attending your meetings, 
they deserve to be acknowledged and fully included. 


e Take breaks and ask remote participants for input: Some people may feel anxious about 
speaking up in a meeting where they are not physically present. To address this, pause the 
discussion and give remote participants a chance to provide input. 


e Prevent interruptions and encourage equal participation: It is essential to manage the 

flow of conversation in a meeting to make the most of everyone's time and provide space for 
each person to speak. Typically, the most dominant individuals will take over the conversation, 
so prevent interruptions and encourage equal participation. 
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12. Explain how organisational policies and procedures address: 


Various types of negotiations are utilized in a multitude of 
contexts, such as international diplomacy, the legal realm, 
government, labor disagreements, or personal relationships. 
Nevertheless, fundamental negotiation abilities can be acquired 
and employed in a vast array of situations. 


e Presenting and 
negotiating 


The leader of a meeting is responsible for addressing any 


e Leading and ineffective behavior displayed by a participant during the meeting, 
participating in using appropriate techniques to correct the behavior during the 
meetings meeting and also providing effective coaching outside of the 

meeting. 
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e Making presentations 


Use a maximum of 15 slides, let the titles tell the story, layout 
counts, vary your format. 


e Confidentiality of 
information 


Comment 


The purpose of the Confidentiality Policy is to ensure that all staff, 
members and users understand the organisations requirements in 
relation to the disclosure of personal data and confidential 
information. 


KE | 
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complete your answer: 


13. Select an industry and provide examples of media and government organisations, events and 
communication channels relevant to an organisation in the chosen industry. Use the table to 


Industry 


Transport 


Media and government 
organisations (at least 
two): 


1. Australian Broadcasting Corporation (ABC) 
2. Nine Entertainment Co. 


Events (at least two): 


1. Social media leadership 
2. Visual impact 


Communication channels 
(at least two): 


1. Video conferencing communication 
2. Face to face communication 


Outcome O Satisfactory o Not Satisfactory 
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